[image: ]
[bookmark: _GoBack]CS 8: UNDERSTAND CUSTOMERS
	Centre Number :
	
	Centre Name :
	

	Learner Registration No :
	
	Learner Name:
	

	
Learning Outcome / Section 1:  Understand the different types of customers

	Assessment Criteria (AC)
	Assessment Guidance
	Assessor feedback on AC
 [comments not necessary in every box]

	AC 1.1
· Explain the distinctions between internal and external customers
	· Organisations will all have both internal and external customers even if these exact terms are not used. While external and internal customers may fulfil different roles, both are critical to the viability of your business/organisation.

· You are required to define the differences between internal and external customers and in your explanation state why this distinction is necessary and what the key factors of each role are. Using examples, explain the impact internal customers can have on external customers.   

Answer:




	

















	
	· 
	Pass or Referral

	
AC 1.2
· Explain how cultural factors can affect customers’ experiences
	· Cultural factors come from the different components related to culture or cultural environment from which the consumer belongs. Appreciating the different cultural influencers is crucial when it comes to understanding the needs and behaviours of an individual customer.

· You are required to list the main cultural factors that affect customers’ experiences and explain how these impact their buying behaviours and expectations.  


Answer:



 
	





















	
	· 
	Pass or Referral

	
AC 1.3
· Describe the characteristics of challenging customers 
	· Often, customer facing employees find themselves out on the ‘firing line’. They are required to deal with the stresses, both great and small, that challenging customers can bring. 

· You are required to describe at least four characteristics of challenging customer’s behaviour. Next explain how you would deal with two of these situations stating the skills you would employ.   

Answer:





	













	
	· 
	Pass or Referral

	AC 1.4
· Explain how to identify dissatisfied customers
	· Customer satisfaction is a key performance measure in most customer facing businesses/organisations. One of the ways businesses lose customers is when they leave dissatisfied but haven’t been explicit or even mentioned this dissatisfaction. 

· You are required to describe at least 5 behavioural clues of dissatisfaction and how you would work with these to identify the specific causes of customer dissatisfaction.  


Answer:
	

	
	




	Pass or Referral

	Section comments (optional):
	Verification comments (optional):



	Learning Outcome / Section 2:  Understand the value of customers and their loyalty. 

	Assessment Criteria (AC)
	Assessment Guidance
	Assessor feedback on AC
 [comments not necessary in every box]

	AC 2.1
· Explain how the achievement of the customer service offer contributes to enhancing customer loyalty
	· Service providers of today have little choice but to invest in the customer experience. Customer loyalty is no longer an option, and the combination of rising customer expectations and competition, put a premium on a positive customer experience. Retention of customers is often a key performance indicator. 

· You are required to explain how the service provided will improve the chance of customers remaining loyal to your business services/brand. Include the motivational factors that may be influencing these choices. 

Answer:


	


















	· 
	· 
	Pass or Referral

	AC 2.2
· Explain the relationship between customer satisfaction and organisational performance
	· Within any customer focused organisation there are customer satisfaction measures that need to be met and improved for the business to continue to trade effectively. To enable the service provided to be consistent there are policies, procedures and behavioural standards that are aimed at providing consistent service targeted at organisational performance. 

· You are required to:
· Explain how the customers satisfaction is measured in your organisation
· Explain how organisations use this data to provide consistent and improved services to retain and expand their customer base. 


Answer:




	








	· 
	· 
	Pass or Referral

	AC 2.3
· Explain how the reputation and image of an organisation affects customers’ perceptions of its products and/or services.
	· Organisational reputation is the overall estimation in which an organisation is held by its internal and external customers, based on its past actions and probability of its future behaviour. Think about what makes customers do business with one organisation as opposed to going elsewhere and why would they pay a premium for something, rather than going for the cheapest option somewhere else.  

· You are required to explain the direct affects organisational reputation has on customers perceptions of the quality and value of the products and services provided. 

Answer:




	















	
	· 
	Pass or Referral

	
AC 2.4
· Explain the potential consequences of customers’ dissatisfaction.
	· Customer complaints are a natural consequence of any service/product activity because mistakes are an unavoidable feature of human endeavour and of service delivery. We all have the right to make mistakes, however we also have the responsibility to ensure they are not repeated, that we learn from them and deal with the consequences professionally. 
 
· Explain, with examples where appropriate, the consequences of customers’ dissatisfaction on the customers, the organisation and the customer facing workforce. 

Answer:




	















	
	
	Pass or Referral

	
AC 2.5
· Describe different methods of attracting customers and retaining their loyalty. 
	· The average business loses around 20 percent of its customers annually simply by failing to attend to customer relationships. In some industries this leakage is as high as 80 percent. The cost of attracting new customers is 6 or 7 times more than that to retain existing customers.

· You are required to describe the different methods used to attract new customers and the methods used to retain existing customers. State the principle features of these methods. 

Answer:




	









	
	
	Pass or Referral
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